کیفیت خدمات رسانی به بیماران در بخش فوریت ها by عسگری, فریبا et al.
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2
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3
- ¬Þ}± ¤·ýò ¨†ðœ†ðþ
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¬Þ}± ¶ý~ °¶õë ôø†‹þ
4
- ¬Þ}± ì¥í~ …ì†ðþ
4
- ¬Þ}± ðõºýò ²ì†ðþ
4
Ÿßý~û 
ìÛ~ìú: ì¥~ô¬ü• ²ì†ðþ€ ‹†° Þ†°ÿ ²ü†¬ ô ì¥~ô¬ ‹õ¬ó …Ú~…ì†– {»©ý¿þ ô Öõ°ü• ¬° …ð}©†Ž ¬°ì†ó …² ôüµâþ|ø†ÿ ‹±›·}ú Þ†°
¬° …ô°´…ð¸ …¶•. …üò ðß}ú€ ‹ú øí±…û ì»ßç– ¨†Á …ô°´…ð¸ ì±Þ³ ³ºßþ ìñ}© ‹ú Îñõ…ó ‹³°â}±üò ì±Þ³ …ô°´…ð¸ …°›†Ñ ¯ü±
¬° …¶}†ó âýçó€ ì† °… ‹± „ó ¬…º• {† ‹† …¶}×†¬û …²…ÆçÎ†– ô „ì†°€ …üò ðÛ†É ÂÏØ °…‹ú ¾õ°– ì·}ñ~ ‹ý†ó ðíõ¬û ô °…øß†°ø†üþ ‹±…ÿ
‹ùŒõ¬ Þý×ý• ¨~ì• °¶†ðþ ‹ýí†°…ó …°…ˆú ðí†üýî.
°ô½ ‹±°¶þ: ¬° üà ìÇ†èÏú ìÛÇÏþ ‹ú ì~– üà ì†û )ì±¬…¬ ì†û 1831( Þý×ý• ¨~ì• °¶†ðþ ‹ú {í†ï ì±…›Ïú Þññ~â†ó ‹ú ‹©¼
Öõ°ü•|ø† )‹ú Òý± …² Öõ°ü•|ø†ÿ …Æ×†ë€ ²ð†ó€ ì†ì†üþ ô °ô…ð³ºßþ( ‹±°¶þ º~. ‹±…ÿ ø± ‹ýí†° ±¶»ñ†ìú|…ÿ ¤†ôÿ º†¨À|ø†ÿ
ìõ°¬ ðË± {õ¶È ì»†ø~û|â± {ßíýê º~ ô ¸ …² ô°ô¬ ¬…¬û ø† ‹ú °…ü†ðú {¥éýê „ì†°ÿ ¾õ°– â±Ö•.
ü†Ö}ú|ø†: {Ï~…¬ ì±…›Ï†– ‹ú ‹©¼ Öõ°ü•|ø†ÿ ì±Þ³ „ìõ²ºþ ¬°ì†ðþ ìñ}©€ ¬° ²ì†ó Æ±§ 5182 ð×±)‹ú Æõ° ì}õ¶È 48 ð×± ¬°
°ô²( ‹õ¬. …² …üò {Ï~…¬ 2/95 ¬°¾~ ì±…›Ïýò º©¿þ€ 8/04 ¬°¾~ ìõ…°¬ …°›†Îþ )…² ì±…Þ³ ¬üã± ü† ìÇ|ø† ü† …ô°´…ð¸( ‹õ¬ð~. 3/24
¬°¾~ ‹ýí†°…ó ‹·}±ÿ ô 7/75 ¬°¾~ „ðù† ‹ú Æõ° ¶±†üþ ¬°ì†ó º~ð~. ì}õ¶È ²ì†ó ¾±Ù º~û ‹±…ÿ ø± üà …² …Ú~…ì†– {»©ý¿þ
ô ¬°ì†ðþ ‹ú …üò º±§ ‹õ¬û …¶•: ìÏÇéþ ²ì†ó ¾±Ù º~û ‹±…ÿ ìÏ†üñú {õ¶È Þ†°ô°² …¶ß±üò 3 ¬ÚýÛú€ ìÏÇéþ ‹±…ÿ ìÏ†üñú {õ¶È
Þ†°ô°² ¶±ôü¸ …°›†Îþ 92 ¬ÚýÛú€ ô°ô¬ {† ¯ü±½ ‹ýí†° 55 ¬ÚýÛú€ {»ßýê ±ôð~û 61 ¬ÚýÛú€ ðõº}ò ¬¶}õ°…– æ²ï 61 ¬ÚýÛú€ ô°ô¬
‹ú …ô°´…ð¸ {† …ð}Û†ë …² ¯ü±½ ‹ú ¶†ü± ‹©¼|ø† 81 ¬ÚýÛú€ ô°ô¬ ‹ýí†° ¶±†üþ {† {¥õüê ð·©ú ‹ú …ô )¸ …² …Ú~…ì†– {»©ý¿þ ô
¬°ì†ðþ ¶±†üþ( 811 ¬ÚýÛú€ ¬°¨õ…¶• „²ì†ü¼ {† „ì†¬û º~ó ð}ýœú 79 ¬ÚýÛú€ ¬°¨õ…¶• GKE {† „ì†¬û º~ó „ó 11 ¬ÚýÛú€ ¬°¨õ…¶•
¶õðõâ±…Öþ {† …ðœ†ï „ó 84 ¬ÚýÛú€ ¬°¨õ…¶• â±…Öþ ü† ¶þ {þ …¶ßò {† …ðœ†ï „ó 72 ¬ÚýÛú€ ¬° ì±¬…¬ì†û 1831 ‹©¼|ø†ÿ …°{õ~ÿ ô
›±…¤þ ‹ý»}±üò {Ï~…¬ ìõ…°¬ ¯ü±½ °… ¬…º}ñ~ )‹ú {±{ý 1/93 ¬°¾~ ô 8/82 ¬°¾~ ìõ…°¬ ¯ü±½( ¬¶}ý†°…ó ìÛýî ¬° …{†Ý …¶ß±üò
‹©¼ Öõ°ü•|ø† ¬° …Þ±˜ °ô²ø† …² ‹ýò ¬¶}ý†°…ó ‹ýùõºþ ô ›±…¤þ ‹õ¬û …ð~ ô ¬° ìœíõÑ ÖÛÈ 2/01 ¬°¾~ ìõ…°¬ °º}ú {¥¿ýéþ
…¶ß±üò ‹† ¤ýÇú {©¿¿þ ‹ýí†°ÿ ì±…›Ïú Þññ~â†ó {Ç†‹Ü ¬…º}ú …¶•. ì}õ¶È ìõ…°¬ …ðœ†ï RPC ô ì±å ¬° …ô°´…ð¸ ‹ú {±{ý 5/2
ô 2 ìõ°¬ ¬° °ô² ‹õ¬û …¶•. {»©ýÀ …ôèýú ¬° 43 ¬°¾~ ìõ…°¬ ¾¥ý¦ ô ¬° 7/5 ¬°¾~ ìõ…°¬ ÒéÈ ‹õ¬û …¶•. 8/ 24 ¬°¾~ ìõ…°¬€
{»©ýÀ ðù†üþ ‹† …°²ü†‹þ üà Îçì• ü† ð»†ðú ‹ú ¬¶• „ì~û …¶•. ¬° 1/51 ¬°¾~ ìõ…°¬€ {»©ýÀ ðù†üþ ‹ýí†° ìŒùî ‹õ¬û …¶•.
ºéõÕ|{±üò ¶†Î†– ºŒ†ðú °ô² …² ðË± ì±…›Ïú ‹ú …ô°´…ð¸ 4 ‹Ïƒ~ …² Êù± {† 21 º )4/94 ¬°¾~ ì±…›Ï†–( ‹± „ô°¬ â±¬ü~.
ð}ýœú|âý±ÿ: ‹† {õ›ú ‹ú ð}†ü€ ‹ý»}±üò ì±…¤ê ôÚ• âý± ¬° â±¬½ Þ†° ì±Þ³ …ô°´…ð¸ ìñ}©€ ÎŒ†°{ñ~ …²: …ðœ†ï {·•|ø†ÿ
{»©ý¿þ€ {¿íýî âý±ÿ ‹±…ÿ ¯ü±½ ‹ýí†°€ ðõº}ò ¬¶}õ°…– æ²ï ô {»ßýê ±ôð~û. ðÛ†üÀ ¬üã± ì±Þ³ …ô°´…ð¸ ìñ}© ÎŒ†°{ñ~
…²: |ÖÃ†ÿ Öý³üßþ Þî ô ð† ìñ†¶ ‹† {Ï~…¬ ì±…›Ï†– ‹†æÿ …ô°´…ð¸€ ð†øí©õ…ðþ °º}ú ¬¶}ý†° …¶ß±üò ‹† ðõÑ ºß†ü• ‹ýí†°ÿ ì±…›Ïú
Þññ~â†ó ô Î~ï ÷Œ• {»©ýÀ ðù†üþ ‹ýí†°ÿ ¬° ‹ÏÃþ ±ôð~û|ø†.
Þéý~ ô…´û|ø†:¨~ì†– …ô°´…ð¸€ Ö±„üñ~ ²ì†ó …ð}Ë†°€ Þý×ý• ¨~ì• °¶†ðþ
1- Þ†°ºñ†¹ …°º~ „ìõ²½ ì~ü±ü• ¨~ì†– ±¶}†°ÿ€ ¬…ð»ß~û ±¶}†°ÿ- ì†ì†üþ ºùý~ ‹ù»}þ€ ¬…ð»ã†û Îéõï ³ºßþ âýçó 
2- Þ†°ºñ†¹ …°º~ „ìõ²½ ¬…¨éþ ›±…¤þ ±¶}†°ÿ€ ¬…ð»ã†û „²…¬ …¶çìþ ô…¤~ ±¶}†°ÿ „¶}†°…
3- ¬Þ}±…ÿ Îíõìþ€ ³ºà Îíõìþ ‹©¼ ¬°ì†ðã†û ì±Þ³ „ìõ²ºþ ¬°ì†ðþ ìñ}© ¬…ð»ã†û Îéõï ³ºßþ âýçó 
4- ¬…ð»œõÿ ¬ô°û ³ºßþ
D
ow
nl
oa
de
d 
fro
m
 jh
a.i
um
s.a
c.i
r a
t 1
1:4
0 I
RD
T o
n S
atu
rda
y S
ep
tem
be
r 2
nd
 20
17
31
¬
ô
°
û
 7
 / º
í
†
°
û
 8
1
 / ²
ì
·
}
†
ó
 3
8
Ö±üŒ† Î·ã±ÿ ô øíß†°…ó
ìÛ~ìú
ÆŒÜ ‹±„ô°¬ø†€ {Û±üŒ†_  52 ¬°¾~ ›íÏý• ‹ú ¬èýê ¤õ…¬š Ú†‹ê
ý»ãý±ÿ€ ¬Ÿ†° ì±å ý¼ …² ìõÎ~ ìþ|ºõð~)1(. ¬° ‹±¨þ …²
ìÇ†èÏ†–€ {±ôì† ‹ú Îñõ…ó º†üÐ|{±üò Îé• ì±å ô ìý± ô
ìÏéõèý• ¬° ¶ñýò ²ü± 54 ¶†ë ºñ†¨ƒƒ}ú º~û …¶•)2( ô ¬°
‹±°¶þ|ø†ÿ ¬üã±€ Îéê Òý± {±ôì†üþ ô ¬° ¾~° „ðù† ì±å
ð†âù†ðþ ÚéŒþ ô ‹ýí†°ÿ|ø†ÿ Î±ôÝ Þ±ôð± ‹ú Îñõ…ó º†üÐ|{±üò
Îé• ì±å ºñ†¨}ú º~û …ð~)8 ô 3(. ¬° ø± ¾õ°–€ {í†ï ìõ…°¬
ÖõÝ ¬° ¬…ìñú Þ†°ÿ Öõ°ü•|ø† Ú±…° ìþ âý±ð~. ¬° ‹©¼
Öõ°ü•|ø†€ ÷†ðýú|ø† ô ¬Ú†üÜ ìíßò …¶• {Ïýýò Þññ~û Ö†¾éú ìý†ó
ì±å ü† ð†{õ…ðþ ›~ÿ ‹† ²ð~âþ ì×ý~ ô ìõè~ ‹†ºñ~)9(. Îçôû ‹±
…üò€ ì¥~ô¬ü• ²ì†ðþ€ ‹†° Þ†°ÿ ²ü†¬€ {ñõÑ ¬…ìñú Þ†°ÿ ³ºà
‹† {õ›ú ‹ú {ñõÑ ‹ýí†°…ó€ Þî ‹õ¬ó …ÆçÎ†– …ôèýú ¬° „Ò†² ô°ô¬
‹ýí†° ô ì¥~ô¬ ‹õ¬ó …Ú~…ì†– {»©ý¿þ ô Öõ°ü• ¬° …ð}©†Ž
¬°ì†ó ¬° ‹©¼ Öõ°ü•|ø†€ …² ôüµâþ|ø†ÿ ìùî Þ†°¬° …üò ‹©¼
ìþ ‹†º~)4(. ì±…Þ³ …ô°´…ð¸ ‹ú Îñõ…ó ¬°ì†ðã†û ¶±†üþ ðý³
ìõ°¬ …¶}×†¬û ì±¬ï Ú±…° ìþ âý±ð~)5 ô 6(. ìõ…°¬ ÖõÝ€ ‹ú øí±…û
ì»ßç– ¨†Á ¬° ‹©¼ Öõ°ü•|ø† ¬° ì±Þ³ „ìõ²ºþ€
¬°ì†ðþ ìñ}© ô›õ¬ ¬…°¬ Þú ‹³°â}±üò ì±Þ³ …ô°´…ð¸ …¶}†ó
ô ìùí}±üò …ô°´…ð¸ …°›†Ñ ¯ü±
1
°º• …¶•. …² ›íéú …üò
ìõ…°¬€ ¶ý·}î ¨†Á …¬…°û …¶ß±üò °Î†ü• ¶é·éú ì±…{
…°›†Ñ ‹ýí†° ô …¶}×†¬û …² ¬¶}ý†°ø†ÿ °º}ú ø† ¬° …¶ß±üò€ …°…üú
¨~ì†– …ô°´…ð¸ ¬° ²ìýñú|ø†ÿ ì}×†ô– ‹ú|Æõ° øí³ì†ó ô ¬°
ÖÃ†ÿ ì»}±á ô ð†°Â†ü}þ ‹©»þ …² ‹ýí†°…ó …² ¨~ì†– …°…üú
º~û€ ì† °… ‹± „ó ¬…º• {† ‹† …¶}×†¬û …² …ÆçÎ†– ô „ì†° ô ìÛ†ü·ú
‹±¨þ …² „ðù† ‹† …¶}†ð~…°¬ø†ÿ …°…üú ºƒƒƒ~û {ƒƒõ¶È …ðœíò Æ
…ô°´…ð¸ „ì±üß†
2
)MEAS( )V(€ ‹±…ÿ ì·}ñ~ ¶†²ÿ ì»ßç– ô
ðÛ†É ÂÏØ …Ú~…ï Þñýî ô ‹± øíýò …¶†¹€  ‹±…ÿ ‹ùŒõ¬ Þý×ý•
¨~ì• °¶†ðþ ‹ú ‹ýí†°…ó€ °…øß†°ø†üþ …°…üú ðí†üýî.
°ô½ ‹±°¶þ
…üò ìÇ†èÏú ìÛÇÏþ ‹õ¬û ô ‹ú ì~– üà ì†û ‹ú ¾õ°– ºŒ†ðú
°ô²ÿ ¬° ì±¬…¬ì†û ¶†ë 1831 ¬° ‹©¼ Öõ°ü•|ø†ÿ üßþ …²
ì±…Þ³ „ìõ²ºþ - ¬°ì†ðþ ìñ}© ¬° ºù± °º• …ðœ†ï º~û …¶•.
{í†ï ì±…›Ïú Þññ~â†ó ‹ú ‹©¼ Öõ°ü•|ø†ÿ ì±Þ³ ÖõÝ …è¯Þ± ‹ú
›³‹ýí†°…ó ‹©»ù†ÿ …Æ×†ë€ ²ð†ó€ ì†ì†üþ ô°ô…ðƒƒƒ³ºßþ )Þú ¬°
ì¥ê ›~…â†ðú|…ÿ ¯ü±½ ìþ|ºõð~( ¬° ì~– ²ì†ó ®Þ± º~û€
ìÇ†èÏú º~ð~. ‹±…ÿ ø± ‹ýí†° …ÆçÎ†– ìõ°¬ ðË± …² Æ±üÜ
ì»†ø~û ô {ßíýê Ÿà èý·• ì±‹õÉ )Ö±ï 1( {õ¶È ¶ú Þ†°ô°²
ô ¬ô ³ºà Îíõìþ ì·}Û± ¬° ì±Þ³ ÖõÝ|…è¯Þ± ‹ú Îñõ…ó
øíß†°…ó …¾éþ Æ±§ ›íÐ „ô°ÿ º~. …üò Þ†° ‹~ôó …ÆçÑ ÚŒéþ
ô ‹† ¤~…Úê ›é {õ›ú ³ºß†ó ô Þ†¬° ¬°ì†ðþ ‹©¼ Öõ°ü•|ø†
¾õ°– â±Ö• ô ì¥}õ…ÿ ±¶»ñ†ìú|ø† …²„ð†ó ì©×þ ðãú ¬…º}ú
º~. …èŒ}ú Þ†°ÿ ì»†‹ú€ {õ¶È â±ôû ¬…¨éþ ¬…ð»ã†û Îéõï
³ºßþ …¾×ù†ó ¬° ¶†ë 8731 …ðœ†ï º~û ‹õ¬ Þú ìõ°¬ {õ›ú Ú±…°
â±Ö• )1(. ¬° †ü†ó ìÇ†èÏú€ …ÆçÎ†– ›íÐ „ô°ÿ º~û ð±ï …Ö³…°
„ì†°ÿ SSPS {œ³üú ô {¥éýê º~.
ü†Ö}ú|ø† 
…èØ( ð}†ü ì±‹õÉ ‹ú ²ì†ó|ø†ÿ ¾±Ù º~û:
¬° ›~ôë)1( Þéýú ²ì†ó|ø†ÿ …{çÙ ¬° ì±…¤ê ì©}éØ
{»©ý¿þ ô ¬°ì†ðþ …² „Ò†² ô°ô¬ ‹ýí†°…ó {† øñã†ï {±¨ýÀ ü†
…ð}Û†ë ‹ú ¶†ü± ‹©¼|ø† )…² ÚŒýê UCI ô...( ô øí¡ñýò ²ì†ó|ø†ÿ
¾±Ù º~û …² øñã†ï ¬°¨õ…¶• …Ú~…ì†– †°…Þéýñýßþ {† ²ì†ó
„ì†¬û º~ó ð}ýœú „ðù† …°…üú º~û …¶•. ¬° …üò ›~ôë ìõ…°¬ 1 {†
3 ô 01 {† 31 ¬° ìõ°¬ {í†ìþ ‹ýí†°…ó€ ìõ…°¬ 4 {† 7 ¬°ìõ°¬ ‹ýí†°…ó
‹·}±ÿ ô ìõ…°¬ 8 {† 9 ¬°¾~ ‹ýí†°…ó ¶±†üþ …¶•.
Ž ( ð}†ü ì±‹õÉ ‹ú ôÂÏý• …¶ß±üò:
{Ï~…¬ °ô²ø†ÿ ¤Ãõ° ¬¶}ý†°…ó ø± °º}ú ¬° …¶ß±üò
Öõ°ü•|ø†ÿ ì±Þ³ ìñ}© ¬° ì±¬…¬ì†û 1831 ‹ú …üò º±§ ‹õ¬û
…¶•: ¬¶}ý†° ‹ýùõºþ 81 °ô² )06 ¬°¾~(€ ›±…¤þ 61
°ô²)3/35 ¬°¾~(€ ¬…¨éþ …Î¿†Ž 41 °ô² )6/64 ¬°¾~(€
°…¬üõèõÿ´ 01 °ô²)3/33 ¬°¾~(€ ¬…¨éþ 3 °ô²)01 ¬°¾~(.
¬° ›~ôë)2(€ ð}†ü ‹±°¶þ Ö±…ô…ðþ ‹ýí†°…ó ‹·}±ÿ º~û
¬° ì±¬…¬ì†û 1831 ‹± ¤· ¶±ôü¸ {©¿¿þ …°›†Îþ
)‹·}±ÿ Þññ~û( ð»ƒƒ†ó ¬…¬û º~û …¶•. ¬° ìœíõÑ€ ‹±°¶ƒþ
Ÿà|èý·•|ø† ð»ƒ†ó ìþ|¬ø~ Þú ÖÛÈ ¬° 2/01 ìõ…°¬ °º}ú
{¥¿ýéþ ¬¶}ý†° …¶ß±üò ‹† ¤ýÇú {©¿¿þ ‹ýí†°ÿ ì±…›Ïú
Þññ~â†ó ìÇ†‹Û• ¬…º}ú …¶•.
1- Referral 2- Society of American Emergency Medicine
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ž ( ð}†ü ì±‹õÉ ‹ú ¤œî Þ†° …ô°´…ð¸:
{Ï~…¬ Þê ì±…›Ïú Þññ~â†ó ‹ú ‹©¼ Öõ°ü•|ø†ÿ ì±Þ³ „ìõ²ºþ
¬°ì†ðþ ìñ}© )‹ú Òý± …² ¶±ôü¸|ø†ÿ …Æ×†ë€ ²ð†ó€ ì†ì†üþ ô
°ô…ð³ºßþ( 5182 ð×±)‹ú Æõ° ì}õ¶È 48 ð×± ¬° °ô²( ‹õ¬ Þú
0911 ð×± )3/24 ¬°¾~( „ð†ó ‹·}±ÿ º~û ô 5261 ð×± )7/75
¬°¾~( ‹† …Îí†ë {»©ý¿þ ô ¬°ì†ó ¶±†üþ ì±¨À º~û|…ð~.
{Ï~…¬ Þê ìõ…°¬ …¤ý†ÿ ÚéŒþ - °üõÿ ¬° ì~– ì¯Þõ° ¬° …üò
ì±Þ³ 18 ô {Ï~…¬ ì±å 47 ìõ°¬ ‹õ¬ Þú …² …üò {Ï~…¬ 91 ð×± )8/52
¬°¾~( ¬° ¯ü±½€ 02 ð×± )5/72 ¬°¾~( ¬° 42 ¶†Î• …ôë
ô°ô¬ ‹ú ‹©¼ …ô°´…ð¸ Öõ– Þ±¬û|…ð~. {Ï~…¬ ì±…›Ï†– ¬°
¶†Î†– 21 º {† 8 ¾Œ¦ 1/71 ¬°¾~€ 8 ¾Œ¦ {† 4 ‹Ï~ …² Êù±
5/33 ¬°¾~ ô 4 ‹Ï~ …² Êù± {† 21 º 4/94 ¬°¾~ …² Þê
ì±…›Ï†– °… ‹ú ¨õ¬ …¨}¿†Á ¬…¬û …ð~. ‹ý»}±üò ‹†° Þ†°ÿ ¬°
¶†Î†– 4 ‹Ï~…² Êù± {† 21 º ‹õ¬û …¶•.
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Ö±üŒ† Î·ã±ÿ ô øíß†°…ó
¬ (  º†¨À|ø†ÿ ì±‹õÉ ‹ú ¾¥• {»©ýÀ:
¬° ›~ôë)3(€ ôÂÏý• {»©ý¿þ ‹ýí†°…ó ‹·}±ÿ º~û ¬°
‹©¼ …ô°´…ð¸ ì±Þ³ „ìõ²ºþ ìñ}© ô ìÛ†ü·ú …ÿ …²
{»©ýÀ …ôèýú ô ðù†üþ „ð†ó ¬ü~û ìþ ºõ¬.
‹¥™ ô ð}ýœú|âý±ÿ
¬° …üò ìÇ†èÏú Þý×ý• ¨~ì• °¶†ðþ ¬° ‹©¼ Öõ°ü•|ø†ÿ
ì±Þ³ „ìõ²ºþ ¬°ì†ðþ ¬° Ÿù†° ¤ýÇú ²ì†ó ìÏÇéþ€ ôÂÏý•
…¶ß±üò€ ¤œî Þ†° ô ôÂÏý• {»©ý¿þ …ôèýú ‹±°¶þ º~.
øí†ðÇõ° Þú …² ð}†ü ì»ùõ¬ …¶•€ ‹ú ¬èýê ¤Ãõ° ¬…ˆíþ
Þ†°ô°² …¶ß±üò ¬° ì¥ê Þ†° ¨õ¬€ ²ì†ó ìÏÇéþ ‹ýí†°…ó ‹±…ÿ
ôü³ü• {õ¶È Þ†°ô°² …¶ß±üò ‹ú ¤~…Úê °¶ý~û ô …Þ±˜ ‹ýí†°…ó
‹ú øñã†ï ô°ô¬ ô ‹~ôó Öõ– ôÚ• ôü³ü• º~û| …ð~ Þú …² …üò ðË±
ð»†ðã± ôÂÏý• ìÇéõ‹þ …¶•.
‹ý»}± ²ì†ó {éØ º~û€ ð†ºþ …² Î~ï ¤Ãõ° Þ†°ô°²
¶±ôü¸ …°›†Îþ …¶•. ¬¶}ý†° ¶±ôü¸ …°›†Îþ ‹ú Æõ°
ì}õ¶È 92 ¬ÚýÛú ¸ …² {í†¹ ‹† …ô ¬° …ô°´…ð¸ ¤†Â± º~û
…¶• Þú Ÿñýò ²ì†ðþ ð·Œ}†_  ìÇéõŽ …¶•. ¬° ìõ°¬ °º}ú ø†üþ
Þú …² ¤·†¶ý• ‹†æüþ ‹±¨õ°¬…° ‹õ¬û ô ¬¶}ý†° ì±‹õÉ ¤Ãõ°
¬…üíþ ¬° ‹©¼ Öõ°ü•|ø† ¬…°¬)ì†ðñ~ ›±…¤þ ô ...( …üò ²ì†ó ‹ú
¾×± °¶ý~û ô ¬° ìõ°¬ ¬¶}ý†°ø†üþ Þú …º}Ó†ë Ö±…ô…ðþ ¬° ¨†°ž
…ô°´…ð¸ )…² ›íéú …{†Ý Îíê( ¬…º}ú …ð~ …üò ²ì†ó {† ¤~ ðã±…ó
Þññ~û 21 ¶†Î• …Ö³…ü¼ ¬…°¬.
â†øþ Îéý±Òî ôü³ü• ¶±üÐ Þ†°ô°² ô ¬¶}ý†°€ ‹ú Îé•
{»ßýê ð~…¬ó ‹íõÚÐ ±ôð~û€ ôÚ• ‹ýí†° {éØ ìþ|ºõ¬. ‹±¨þ
…² Îééþ Þú ìñœ± ‹ú Æõæðþ º~ó ²ì†ó ‹±…ÿ {»ßýê ±ôð~û ô ‹ú
¬¶• „ì~ó ²ì†ó|ø†ÿ {† ¤~…Þ±˜ 97 ¬ÚýÛú º~û|…¶• ÎŒ†°{ñ~ …²:
Î~ï ¤Ãõ° ì·‰õë ¯ü±½ …ô°´…ð¸ ¬° ì¥ê Þ†°¨õ¬€
Ö±¶}†¬ó øí±…ø†ó ‹ú ¯ü±½ ‹ýí†°¶}†ó ô ¶±¬°âíþ „ðù†.
‹ú ðË± ìþ|°¶~ Þú {ùýú ±ôð~û ø†ÿ …² ý¼ „ì†¬û º~û
)ìõÚ• ô ¬…üíþ( ô Ú±…° ¬…¬ó „ðù† ¬° ¯ü±½ …ô°´…ð¸ ‹±…ÿ
{»ßýê ±ôð~û Öõ°ÿ€ ìñœ± ‹ú ¤Ù¯ …üò ì±¤éú ôÚ• âý±
¨õ…ø~ º~. øí¡ñýò ì»©À ðíõ¬ó ì·ý± ¯ü±½
‹ýí†°¶}†ó€ °…¬üõèõÿ´€ ¶õðõâ±…Öþ ô „²ì†ü»ã†û ‹† ¨ÇõÉ
°ðãþ ì}×†ô{þ Þú ‹± ÞØ ²ìýò °¶î |ºõð~ …² ¶±¬°âíþ ô
…{çÙ ôÚ• ì±…›Ïýò ¨õ…ø~ Þ†¶•.
²ì†ó {éØ º~û …² {»ßýê ±ôð~û {† ðõº}ò ¬¶}õ°…– æ²ï
‹±…ÿ ‹ýí†° ¬° ±ôð~û ô ¬° ð}ýœú …›±…ÿ „ó {õ¶È ±¶ñê â†øþ
‹ú 711 ¬ÚýÛú ðý³ °¶ý~û …¶• Þú ‹±¨þ …² ¬æüê ìùî „ó ÎŒ†°{ñ~
…²: ¾±Ù ôÚ• ‹±…ÿ ðõº}ò º±§ ¤†ë ‹ýí†° ¬° ±ôð~û ÚŒê
…²÷Œ• ¬¶}õ°…–€ ðý†² Þ†°ô°² ‹ú ì»õ°– ‹† ¬¶}ý†° ì±‹õÉ
‹±…ÿ ðõº}ò ¬¶}õ°…– …ôèýú ô …ô°´…ð·þ€ ºéõÒþ …ô°´…ð¸.
ìñËõ° …² …Ú~…ì†– ¶±†üþ ¬° …üò ìÇ†èÏú€ {í†ï …Ú~…ì†–
¬°ì†ðþ …¶• Þú ‹~ôó {»ßýê ±ôð~û …ðœ†ï ìþ|ºõð~ ì†ðñ~:
‹©ýú Þ±¬ó€ â¢|âý±ÿ ô ... ‹†ü~ {õ›ú ¬…º• Þú {¥õüê ð·©ú
‹ú ‹ýí†° ¶±†üþ â†øþ ¸ …² …ðœ†ï …Ú~…ì†– {»©ý¿þ ô
*ìç˜|_  {ñãþ ð×¸
**…ì† ‹† ‹±°¶þ …ô°…Ý ±ôð~û ì»©À ìþ|ºõ¬
***‹ú Îé• {±¨ýÀ ‹† °Â†ü• º©¿þ
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¬°ì†ðþ ¶±†üþ ‹õ¬û ô ‹~üò {±{ý€ ²ì†ó ‹ú ¬¶• „ì~û Ú†‹ê
{õ›ýú ô ìÇéõŽ …¶•.
Îé• {†‡¨ý± ‹±…ÿ „ì†¬û º~óGKE °… ìþ|{õ…ó ‹ú Þ†Öþ ðŒõ¬ó
{Ï~…¬ Þ†°Þñ†ó ì·‰õëGKE ¬° ‹ýí†°¶}†ó ô …º}Ó†ë „ð†ó ¬°
‹©¼|ø†ÿ ì©}éØ ð·Œ• ¬…¬. ‹ñ†‹± …¶}†ð~…°¬ø†ÿ …ðœíò Æ
…ô°´…ð¸ „ì±üß†€ ²ì†ó {éØ º~û …² øñã†ï ¬°¨õ…¶• {† „ì†¬û
º~ó ð}ýœú â±…Öþ ¤~…Þ±˜ 51 ¬ÚýÛú ô ¶õðõâ±…Öþ ¤~…Þ±˜ 53
¬ÚýÛú ý¼ ‹ýñþ º~û …¶• )Þú 5 ¬ÚýÛú …² …üò ì~– ‹±…ÿ …{çÙ
ôÚ• {† ¬¶}±¶þ ‹ú °…¬üõèõÿ´ ì¥·õŽ â»}ú …¶•(.
ìÛ†ü·ú …üò …¶}†ð~…°¬ø† ‹† ›~ôë 1 ð»†ó ¬øñ~û {†‡ ¨ý± …ð~Þþ
¬° …üò Ú·í• …¶•. ¬° {×·ý± …üò Ú·í• ðŒ†ü~ {í†ï ²ì†ó {éØ
º~û °… ‹ú ¤œî Þ†° ¶õðõâ±…Öþ ü† Î~ï ¤Ãõ° ¬¶}ý†° ô ü† Þ†¬°
¬°ì†ðþ ð·Œ• ¬…¬ ‹éßú ì·†üê ¨†Á …üò ¤ýÇú ì†ðñ~ ðý†² ‹ú
±º~ó ì˜†ðú ‹±…ÿ …ðœ†ï ¶õðõâ±…Öþ ü† ìÏÇê º~ó ‹ýí†°
¶±†üþ ‹±…ÿ {ùýú ô›ú ì±‹õÉ ðý³ ‹†ü~ ì~ ðË± Ú±…° âý±¬. ¬°
¾õ°– ðý†² ‹†ü~ ²ì†ó|ø†ÿ {éØ º~û ‹ú {×ßýà ðõÑ
¶õðõâ±…Öþ æ²ï ìõ°¬ ‹±°¶þ ìœ~¬ Ú±…° âý±¬.
ÆŒÜ …¶}†ð~…°¬ø†ÿ MEAS ‹†ü~ ø± ì±Þ³ …ô°´…ð¸ ìœù³ ‹ú
„²ì†ü»ã†øþ 42 ¶†Î}ú ‹†º~ Þú ‹}õ…ð~ ð}ýœú „²ì†ü¼|ø†ÿ
GBA€ GCH )¬° ¨õó ô …¬°…°(€ øí†{õÞ±ü•€ }†¶ýî€ âéõè³€
Þ±‹õÞ·þ øíõâéõ‹ýò ¨õó€ ‹ýõºýíþ ¨õó€ )7-AMS(€
„ìõðý†á ¶±ï€ „ð†èý³…¬°…°€ „ìýç²€ ²ì†ó ±ô{±ôìŒýò ô ...
¤~…Þ±˜ Ê±Ù 06 ¬ÚýÛú …°…üú ¬ø~ ô Âíñ†_  ìœù³ ‹ú „²ì†ü»ã†û
¶î ºñ†¶þ ðý³ ‹†º~. Îé• {†‡¨ý± ¤~ô¬ 5/2 ¶†Î• ¬° ‹©¼
…ô°´…ð¸ ô ²ì†ó {éØ º~û ‹±…ÿ „ì†¬û º~ó Ö±…ô°¬û ø†ÿ ¨õðþ
‹ú Îé• ð±¶ý~ó ¤œî ðíõðú ‹ú ìÛ~…° Þ†Öþ ¬° …üò {¥ÛýÜ ‹ý†ó
ð»~û …¶•. …ì† ÆŒÜ ðË±MEAS ø± …ô°´…ð¸ ‹†ü~ ìœù³ ‹ú ‹†ðà
¨õðþ ‹†º~ Þú ‹}õ…ð~ 2 ô…¤~ âéŒõë Ú±ì³ Ö»±¬û )C.P(
1
‹† â±ôû
¨õðþ O ìñ×þ °… Ê±Ù ¤~…Þ±˜ 5 ¬ÚýÛú ô 2 ô…¤~ ¨õó …² â±ôû
¨†Á )cificepS epyT( °… ¤~…Þ±˜ Ê±Ù 51 ¬ÚýÛú „ì†¬û Þñ~ ô
¨õó ìõ°¬ ðý†² °… ¸ …² {Ïýýò â±ôû ¨õó ô ¶†²â†°ÿ ¨õó
)hctaM - ssorC(  ¬° Ê±Ù ¤~…Þ±˜ 54 ¬ÚýÛú ¬° …¨}ý†° Ú±…° ¬ø~.
¬° ìõ°¬ ‹±°¶þ ôÂÏý• …¶ß±üò øí†ó|âõðú Þú ¬°
Ú·í• ð}†ü „ô°¬û º~û ô ¬° ›~ôë)2( ðý³ì»ùõ¬ …¶•€ ‹†
ô›õ¬ „ðßú 21 ¬°¾~ …² ¯ü±½|ø† ¬° ‹©¼ Öõ°ü•|ø†ÿ ì±Þ³
„ìõ²ºþ - ¬°ì†ðþ ìñ}© ì±‹õÉ ‹ú ¶±ôü¸ ¬…¨éþ ‹õ¬û€
¬¶}ý†° ¬…¨éþ ø±â³ ‹ú Îñõ…ó ¬¶}ý†° …¶ß±üò ‹ú Þ†° â±Ö}ú
ð»~û …¶•. ¬° ¤†èþ|Þú ì}©¿¿†ó °º}ú ‹ýùõºþ Þú {Û±üŒ†_
øý¢ üà …² ‹ýí†°…ó ì±…›Ïú Þññ~û ‹ú …ô°´…ð¸ ¬° ¤ýÇú
Þ†°ÿ|º†ó ðŒõ¬û …¶• ‹ý»}±üò °ô²ø†ÿ ¤Ãõ° °… ¬° …¶ß±üò
…ô°´…ð¸ )81 °ô² 06 ¬°¾~( ‹ú ¨õ¬ …¨}¿†Á ¬…¬û …ð~. …üò
ð†øí†øñãþ ‹ýò °º}ú {©¿¿þ ¬¶}ý†° …¶ß±üò ô ¤ýÇú
{©¿¿þ ìõ°¬ ðý†² …Þ±˜ü• ‹ýí†°…ó ì±…›Ïú Þññ~û ‹ú …ô°´…ð¸
…² Îõ…ìê ìùî ¶± ¬° âíþ ‹ýí†°…ó€ …°›†Ñ|ø†ÿ ìß±° ô â†øþ ‹þ
ìõ°¬€ …{çÙ ôÚ• ô ð†°Â†ü}þ ‹ýí†°…ó ô ¬° ð}ýœú Þ†ø¼
Þý×ý• ¨~ì• °¶†ðþ ‹ú ‹ýí†°…ó ìþ|â±¬¬.
‹† {õ›ú ‹ú …üñßú …Òé ìõ…°¬ ¯ü±½ °… ¶±ôü¸ ›±…¤þ ‹ú
¨õ¬ …¨}¿†Á ¬…¬û …¶•€ ‹ú ðË± ìþ °¶~ ‹ú Þ†°âý±ÿ Ÿñ~
ì}©¿À ›±…¤þ ›õ…ó ‹ú Æõ° ºŒ†ðú °ô²ÿ ‹±…ÿ …¬…°û
…¶ß±üò …ô°´…ð¸ ¬° ¾¥• ô Þý×ý• ¨~ì†– …°…üú º~û ‹ú
ì±…›Ïú Þññ~â†ó ðÛ¼ Ú†‹ê {õ›ùþ ¬…º}ú ‹†º~. ¬° ¾õ°–
…ìß†ó ¯ü± ðŒõ¬ó …üò …ì±€ ¤Ãõ° ¬¶}ý†° ›±…¤þ ¶†ë ¬ôï ü†
¶õï ¬° ðõ‹•|ø†ÿ ¾Œ¦ )‹† ðË†°– Òý± ì·}Ûýî ³ºà ì·‰õë
…ô°´…ð¸( °…û ¤ê ìñ†¶Œþ ‹±…ÿ °ÖÐ …üò ì»ßê ¬° …¶ß±üò
…ô°´…ð¸ …¶•. ‹ù}± „ó …¶• Þú …ô°´…ð¸ {õ¶È ì}©¿À
Æ …ô°´…ð¸ ô ‹† ¤Ãõ° ¬…üíþ ¬° ø± ¶ú ðõ‹• …¬…°û â±¬¬ ô
¬° ¾õ°– ÖÛ~…ó Ÿñýò ì}©¿¿þ …² ì}©¿À ›±…¤þ ü†
¬…¨éþ ‹† …º±…Ù ‹ú °º}ú|…ÿ ¬üã± ‹ú Îñõ…ó ì·‰õë …ô°´…ð¸
…¶}×†¬û ºõ¬ ô ðË†°– Þ†ìê ‹± …¶ß±üò ô …ô°´…ð¸ ‹ú Æõ° 42
¶†Î}ú ‹ú …ô ¶±¬û ºõ¬.
¬° ìõ°¬ ‹±°¶þ ¤œî Þ†° ¬° ‹©¼ Öõ°ü•|ø† ¬° ì±Þ³
„ìõ²ºþ - ¬°ì†ðþ ìñ}© {Ï~…¬ ì}õ¶È ¤~ô¬ 48 ìõ°¬
ì±…›Ïú °ô²…ðú ô ¤~ô¬ 61 ìõ°¬ ¯ü±½ )‹·}±ÿ( °ô²…ðú ‹†
{õ›ú ‹ú ÖÃ†ÿ ÞõŸà …{†Ý …¶ß±üò ‹† üà {©•€ …{†Ý †ð·í†ó
‹† {ñù† 1 {©• ô …{†Ý â¢ âý±ÿ ‹† 2 {©• ô …{†Ý ¯ü±½ ô ô›õ¬
üà ìñ»þ ¬° …¶ß±üò ô ÖÛÈ 3-2 Þ†¬° ±¶}†°ÿ ¬° ¯ü±½€
ð»†ðã± ‹†° Þ†°ÿ Ö±…ô…ó ô {õ›ýú Þññ~û Îé• …Ö• Þý×ý•
¨~ì• °¶†ðþ ‹ú ¨¿õÁ ¬° ¶†Î• 4 ‹Ï~ …² Êù± {† 21 º
…¶• )Þú ¤~ô¬ 05 ¬°¾~ ì±…›Ï†– °… ‹©õ¬ …¨}¿†Á
ìþ|¬ø~(. ‹ú Îçôû °ô²…ðú ‹ú Æõ° ì}õ¶È 1/2 ¬°¾~ ìõ°¬
1- Packed Red Cells
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Ö±üŒ† Î·ã±ÿ ô øíß†°…ó
Îíéý†– …¤ý†ÿ ÚéŒþ - °üõÿ )RPC( ¬° …üò …ô°´…ð¸ …ðœ†ï
ìþ|ºõ¬ Þú º†¨À ìùíþ ¬° …Ö³…ü¼ ¤œî Þ†° …ô°´…ð¸ ô
è³ôï …¨}¿†Á {Ï~…¬ ‹ý»}±ÿ …² ±¶ñê ‹ú Ÿñýò ‹ýí†°…ðþ …¶•
¬° Âíò {õ›ú ‹ú …°›†Îþ ‹õ¬ó ¤~ô¬ 8/04 ¬°¾~ ‹ýí†°…ó
ì±…›Ïú Þññ~û ô Îñ†ü• ‹ú …üñßú ‹ýí†°…ó …°›†Îþ …² ôÂÏý•
‹†èýñþ ð†ì·†Î~ÿ ¬…°ð~ {õ›ýú Þññ~û ì±å ô ìý± ð·Œ}†_  ‹†æ ô
ð»†ðú|…ÿ ¬üã± …² ¤œî ‹†æÿ Þ†° ¬° …üò …ô°´…ð¸ …¶•. ²ü±…
Ÿñýò ‹ýí†°…ðþ ì±…ÚŒ•|ø†ÿ ‹ý»}±ÿ °… Æé ìþ|Þññ~ ô ðý±ôÿ
‹ý»}±ÿ °… ‹ú ¨õ¬ …¨}¿†Á ìþ|¬øñ~. ÆŒýÏþ …¶• Þú Ö±…øî
ðíõ¬ó ÖÃ†ÿ ìñ†¶ ô ±¶ñê ‹† {œ±‹ú Þ†Öþ ¬° ¤ê …üò ì»ßê
{†‡ ÷ý± …ðß†° ð†¯ü±ÿ ¨õ…ø~ ¬…º•. ¬° ìõ°¬ ±¶ñê ô ðý±ôÿ
…ð·†ðþ ‹±°¶þ ‹ý»}±ÿ æ²ï …¶•. °Â†ü}íñ~ÿ ô ‹±°¶þ Îéê
ð†°Â†ü}þ ô ¶ùî ø± Ú·í• …² ¶ý·}î …°…üú ¨~ì†– ¬° …üœ†¬
…üò ð†°Â†ü}þ ìþ {õ…ð~ ìõÂõÑ ìÇ†èÏ†– ‹Ï~ÿ ‹†º~.
¬° ‹±°¶þ ¾¥• {»©ýÀ …ôèýú ¬° ‹©¼ Öõ°ü•|ø† ‹†
{õ›ú ‹ú ›~ôë)3( ô ‹† Îñ†ü• ‹ú …üñßú øñã†ï ô°ô¬ ‹ýí†° ô
{»©ýÀ …ôèýú ÖÛÈ ‹† ¬° ¬¶• ¬…º}ò ìœíõÎú ‹·ý†° ÞõŸßþ
…² …ÆçÎ†– …ðœ†ï ìþ|ºõ¬€ ¾¥• {»©ýÀ|ø†ÿ …ôèýú
ìœíõÎ†_  …² ôÂÏý• ìñ†¶Œþ ‹±¨õ°¬…° …¶• …ì† „ì†°
{»©ýÀ|ø†ÿ ìŒùî ô ÒéÈ øñã†ìþ ðã±…ó Þññ~û ìþ|ºõ¬ Þú
âõºú Ÿ»íþ ‹ú {Ï~…¬ Þê ¯ü±½|ø†ÿ …üò ì±Þ³ …ô°´…ð¸
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The Patient Service quality in the Emergency Departments
F. Asgari1, H.Mahjoub.M2, M. Jamali3, H. Khanjani3, S. R. Vahabi4, M. Amani4, N. Zamani4
Abstract
Introduction: Time restraint, heavy workload, limitation of diagnostic procedures and Urgency in
selecting treatment Method are among the remarkable features of working in emergency units. These
points, along with other particular problems in a selected emergency largest referral unit in
Glean/province were our driving force to document the weaknessess by using statisties and information
and propose a strategy to improve the quality of health care rendered to patients.
Methods: In a cross-sectional study conducted within a month period, the quality health of services
rendered to all referrals in emergency units expect, infant emergency unit, gyneochological and
obsterics (O.B.G), and psychiatric cases were studied, Acriterian based questionnaire was designed to
be completed by the observer, then data were tallied statistically by computer.
Finbings: The number of referrals to the emergency department whilst the study was being conducted
amounted to 2815.Or on the average (84 daily).59.2 percent personally referred, 40.8 percent were
referrals from other centers or offices, 42.3 percent were hospitalized and 57.7 percent were treated as
outpatients. The mean time spent for each diagnostic and treatment procedurals was as follows: The
average time spent by trainers was 29 minutes, the time patient entered the unit until he was actually
admitted took 55 minutes, record filling was 16 minutes, prescripitonal procedures 16 minutes, transfer
time to the other departments 18 minutes, the time the emergency patient entered the ward (after
diagnosis and treatment procedurals) till he got the prescription 118 minutes, lab results took 97 minutes.
EKG results 11 minutes, sonography results 48 minutes, C.T scan from reqursting to return the result
took 27 minutes. During Shahrrivar month in 1381, orthopedic and surgical wards had the most
admissions (39.1and 28.8 respectably). Resident aids in the screening room at the emergency
department were mostly anesthesists an surgeon aids all inal only 10.2 percent of the sceener's field of
specialty matched the referees' cases. The average CPR and death cases in emergency unit was 2.5 and
2 respectably. Early diagnosis in 34% of the cases were correct and 5.4 percent were wrong. 42.8% of
cases the final dignosis was determined by only one sign or indication. In 15.1% of the cases, there
existed an ambiguity in the patient's diagnosis. The most crowded referral time estimated to have
between 4 to 12p.m (49.4%).
Results: considering the results, the procedures which hinderd the work flow in the selected center
include: diagnositic tests, making decisions on admission, orders, filing procedures. Other
shortcomings of the selected center are; lack of adequate space and great number of emergency referrals,
inconsistency of the aid's major field of study to the referrals actual medical complaint, and the absence
of documentation of final diagosis in some cases. 
Key words: Emergency Services, Time Expectancy Process. Service Delivery Quality.
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